Where the Heart Is
Real Customer Service comes from the Heart.   Most of the focus of the Daily Links has been solely on the “technical” aspects of Customer Service rather than the human aspects.   A change of the focus to the individual and human level with:  warmth, compassion, and empathy.

Companies have lost touch of the human element.   Libraries should not loose that touch, however, libraries aren’t viewed as having warmth, compassion, and showing empathy.  How can we change that?  How can we boost the image of the library system?

Story to Share
Not too long ago, a guest checking out of the Polynesian Village resort at Walt Disney World was asked how she enjoyed her visit. She told the front-desk clerk she had had a wonderful vacation, but was heartbroken about losing several rolls of film she had not yet developed. She was particularly upset over the loss of the pictures she had shot at our Polynesian Luau, as this was a memory she especially treasured. 
Please understand that Disney has no written service standards covering lost luau snapshots. Fortunately, the hostess at the front desk understood Disney's philosophy of caring for our guests. She asked the woman to leave her a couple of rolls of fresh film, promising she would take care of the rest. 
Two weeks later, this guest received a package at her home. In it were photos of the entire cast of our luau show, personally autographed by each performer. There were also photos of the parade and fireworks in the theme park, taken by the front-desk hostess on her own time, after work.  The guest said that never in her life had she received such compassionate service from any business establishment. 
Heroic service does not come from policy manuals. It comes from people who care - and from a culture that encourages and models that attitude. 

Instructions for Wear Your Heart on Your Sleeve
1. Print and cut Hearts on Full-Sheet Sticker Paper or on Colored Card Stock.  Print as many as needed.  (If you do not have the full-sheet sticker paper, no worries about sticking – you can use double-sticky or regular Scotch tape!)  Use the template attached. 

2. After finishing your Talking Points and shared the Disney Story, it’s time to have everyone take a pre-cut out heart.  Instruct everyone to write his or her way to improve their customer service with warmth, compassion, and empathy and place it on their sleeve.  
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